
SEATS Customer Satisfaction Survey

2022

14%

83%

2%0%1%

Question 1: Residence

Coralville

Iowa City

North Liberty

University Heights

Elsewhere in
Johnson County

27%

10%

28%

15%

20%

Question 2: Ride Frequency Once or twice a month

Once a week

2 or 3 times a week

More than 3 times a
week

I have a standing
reservation

23%

36%

20%

2%

19%

Question 3: additional transportation used

City Buses

Automobile or motor
vehicle

Taxi or paid car service

Share-a-ride or
commuter service

Other



14%

7%
1%

70%

8%

Question 11: Unable to schedule ride

One time

Two or three times

More than 3 times

SEATS has always been able
to provide a ride for the day
& time requested
Other

15%

13%

6%

59%

7%

Question 12: Refused offered SEATS ride

One time

Two or three times

More than 3 times

I have never refused a ride for
the day I requested even if the
time was different

Other

81%

19%

0% 0%
Question 13: Cleanliness of vans

Always

Usually

Sometimes

Never



93%

6%

1%0%0%

Question 17: Failed to pick up for return ride

No, the van has always
picked me up

Yes, once

Yes, twice

Yes, three times

Yes, more than three times

85%

13%

2%
0%

Question 18: Drivers courteous

Always

Usually

Sometimes

Never

61%
21%

12%

6%

Question 19: Drivers assist you to/from van

Always

Usually

Sometimes

Never



25%

5%

14%

22%

5%

29%

Question 23: Why have you felt unsafe

A rider's behavior or actions

A driver's behavior or
actions

Fast starts or acceleration

Sudden stops or braking

Sharp turns or skidding

Other reasons

1%
3%

10%

17%

0%

1%

68%

Question 24: Drivers respond to disruptions

Ignoring the problem

Stopping the vehicle

Asking the rider to stop the
behavior

Acting calmly and
courteously

Asking other riders for help

Calling the police for help

I have not seen these types
of behaviors



71%

24%

4% 0%1%

Question 5: Satisfaction

Highly Satisfied

Satisfied

Neither Satisfied nor
dissatisfied

Dissatisfied

23%

15%

28%

17%

17%

Question 6: Disability I have an intellectual
disability.

I have a vision or hearing
disability.

I am 60 or older

Someone is helping me
complete this survey

Other

11%

11%

33%

5%
1%

39%

Question 7: Mobility devices/aids

I use a manual wheelchair

I use a power wheelchair
or scooter

I use a cane, walker, or
other mobility aid

I have a person who rides
with me

I use a service animal

I do not use an aid or
device of any type.



48%

44%

7%

0% 1%

Question 14: Rides punctual

Always

Usually

Sometimes

Rarely

Never

30%

24%7%
2%1%

36%

Question 15:  Lateness of rides

1-5 mins late

5-10 mins late

10-15 mins late

15-20 mins late

More than 20 mins late

Vans always arrive on time

87%

10%

3%

0% 0%

Question 16: SEATS failed to pick up

No, the van has always
picked me up

Yes, once

Yes, twice

Yes, three times

Yes, more than three times



59%16%

5%

7%

11%

2%

Question 20: Drivers help carry packages

Always

Usually

Sometimes

Never

Only if I ask

Only packages that aren't
too heavy

87%

10%

1% 2%

Question 21: Drivers attend to tie-downs/brakes/seatbelts

Always

Usually

Sometimes

Never

88%

12%

0% 0%

Question 22: Do you feel safe when you ride

Always

Usually

Sometimes

Never



21%

16%

21%
2%

40%

Question 25: what disturbs you

Driver's radio, music, or
radio calls

Other rider's music, phone
calls, or devices

Van driving past your drop
off point to keep to the
scheduled route

Camera and microphones in
vans

Others

7%
7%

9%

44%

9%

4%

14%

4% 2%

Question 27: How can SEATS improve

Purchase newer vans

Improve reservation services

Improve phone and voicemail

Restore Sunday service

Are you willing to be on the
Advisory Committee?

Update the website

Reduce the low-income rider
fare

Provide drivers with more
disability training

Other



36%

14%13%3%

28%

6%

Question 8: Ride scheduling frequency 
Once or twice a month

Once a week

Two or three times a
week

More than 3 times a
week

I have a standing
reservation

Other

69%

28%

3%

0%

0%

Question 9: Prompt reception

Always

Usually

Sometimes

Rarely

Never

75%

22%

3% 0%

0% Question 10: Polite reception

Always

Usually

Sometimes

Rarely

Never


